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The following graphs illustrate responses received from forty claims staff members regarding there 
perspective on the work environment, managerial and supervisory staff and general resources available to 
them. 
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ORGANIZATIONAL STRUCTURE AND STAFFING 
 
 
 
 

 
 

My department organizes itself essentially around:

33%

10%
0%

57%

0%

Geographic Location

Product

Function

Client

Other

The decisions I make are essentially:

5%

5%

10%81% No Decisions

Programmed Fully

Mixed

Non-programmed
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Given current processes and procedures,
the workload compared to staff size:

66%

19%

5%

5%

5%

Workload too heavy all the time

Workload too heavy about half the time

Workload about right

Workload is too light

No Response

My involvement in key decisions affecting my job is:

71%

5%

24%

0%
0%

Never consulted

Sometimes consulted

Always consulted

Team makes decisions

No Response
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 Number of layers of management between 
you and chief executive officer:

5%

33%

47%

10%

0%

0%

0% 0%

0%

5%

1

2

3

4

5
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7

8

9
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PLANNING 
 

My department engages in planning:

76%

5%

0%

0%

19%

Budget is our plan

Annual business plan

Quarterly action planning

Annual or more frequent
plan plus long range plan
No Response

 

Once we adopt a plan:

14%

10%

0%

76%

0%

We really strive to meet it

We give it some effort but not
consistently
It is mentioned from time to time

I seldom hear further about it

No Response
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My involvement in the planning process:

80%

10%

5%

0%

5%

None

Helped secure facts
figures
Helped draft portion 
plan
Wrote all or most of 

No Response

Regular measures of goals and 
objectives are provided:

76%

0%

5%

5%

14%

Not provided

Provided irregularly

Usually provided regularly

Always provided at regular
intervals
No Response
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MONITORS AND CONTROLS 
 
 

Monitors provided:

40%

35%

25%

0%

0% None

Contain raw data/require analysis to
develp meaningful information

Contain some information but generally
requires manual analysis

Contain exactly what I need to get my
job done properly

No Response

Monitors used to measure conformance
with plans, goals and objectives:

43%

38%

0%

0%

0% 19%

Nonexistent
Inadequate/generally wrong
Inadequate/correct
Adequate/quality doubtful
Adequate/good quality
No Response
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Managerial control activities when taken:

33%

42%

5%10%

10%

Seldom taken

Taken but late

Taken but not enforced
consistently
Are generally timely and
effective
No Response
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CLAIMS TECHNICAL:  COVERAGE 
 
 
 

I have personally denied claims 
based upon coverage issues:

19%
0%

38%

5%

38%

0%

Never

Once

Fewer than five times
5 - 10 times

10+ times

No Response

On new claims, coverage:

24%

5%

57%

14%

0%

Is seldom given consideration

Coverage is reviewed but ability to
make coverage determinations is
lacking
Coverage questions noted to
Supervisor

Coverage questions not to
Executive Management

No Response
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CLAIMS TECHNICAL:  INVESTIGATION 
 
 

When investigating new claims with client, claimant's or witness' 
recorded statements are taken:

10%

29%

24%

37%

0%

0%

Never

Seldom

Less than 50% of the time

More than 50%

Always

Agreement is reached with supervisor/adjuster regarding needed 
investigation on new claims:

24%

42%

24%

10%0%

Never
Only on complex claims
50% of new claims
Always
No Response
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Photographs and diagrams are taken 
in support of ongoing investigation:

5%
14%

67%

0%

14%

Never

Rarely

Whenever needed

Too often for actual
need
No Response

If outside expert assistance is 
needed in investigations:

90%

5%

5%

0%
It is never requeste

It is seldom request

It is requested but
seldom approved
It is usually request
and approved



Office of Risk Management 
 

 

 
Final Assessment Report                                   page D - 12 

 

First contact on assigned cases is made on average 
within ___ days from assignment:

14%

14%

62%

5%

5% 0%
1 day

2 days

3 - 7 days

1 - 2 weeks

More than 2 weeks

Investigations in our claim files are substantially complete by the:

19%

29%

10%

42%

0%0%

10th day
30th day
60th day
90th day
180th day+
No Response
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Losses are reported to ORM generally within:

14%

86%

0%
0%

0%

1 day

2 days

3 - 7 days

1 - 2 weeks

2 weeks plus
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CLAIMS TECHNICAL:  RESERVES 
 
 

Training in reserve establishment is:

61%

29%

10% 0%

0%

Not provided

Provided but poorly

Provided adequately

There is a high level of
training in this area
No Response

Reserves are set and maintained based on:

0% 14%
0%

5%

81%

Schedule provided to the adjuster

Evaluation based on worst-case scenario

Evaluation based on best case scenario

Evaluation based on probable settlement
value
Evaluation based on probable outcome
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Reserve worksheets are used and are 
present in the claim file:

100%

0%
0%

0% Never

Seldom

Usually present

Always present

Reserve setting authority is enforced:

95%

0%

0% 5%

Not enforced

Seldom enforced

Depends on the manag

Always
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CLAIMS TECHNICAL:  RECOVERY 
 

 
Recovery possibilities are pursued by:

5%

15%

25%

30%

25%
Not pursued in most cases ev
where possibilities exist

Pursued and handled by the
assigned claim adjuster

Primarily handled by the
Supervisor

Handled by a dedicated recov
specialist

No Response

What percent recovery as measured as a percent of gross claim dollar 
payout do you believe is attainable?

19%

24%

52%
0%

0%

5%
1 - 2%

3 - 5%

5 - 8%

9 - 10%

More than 10%

No Response
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How prevalent is the loss of potential recovery due to
allowing the recovery claim to prescribe?

10%

32%

19%
10%

29%

Very prevalent
Somewhat prevalent
Happens but not often
Never happens here
No Response

How strong are Second Injury Fund recovery efforts 
both initially and in on-going collections?

0%

33%

5%

0%

62%

We miss most opportunities

We catch most opportunities due
assistance of contract provider

We recognize opportunities but c
prevail due to poor records with c

Program works fine

N/A
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Auto and property salvage is handled through 
a strictly enforced process:

5%

0%

24%

0%

71%

No process exists

Process exists but is not
enforced
Process exists and is
enforced
Process is used but needs to
be changed
No Response
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CLAIMS TECHNICAL:  LITIGATION MANAGEMENT 
 
 
 
 

I keep my attorney informed as 
to case developments:

0%
14%

29%47%

10%

Never

Informed/late

Well informed

Share info constantly

No Response

My relationship with attorneys from 
the AG's office is:

0%

56%29%

5%
10% Poor

OK

Same as with contract attorneys

Superb

No Response
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 The budgets I obtain from defense counsel:

0%

52%

19%

5%

24%

Don't obtain

Waste of time

Help me control case

Key resource

No Response

Most common cause of litigation is:

29%

14%
10%

5%

32%

10% Unknown/no opinion

Refusal to accept claimant's
demands
Delayed reporting by claimant

Delayed reporting by customer

Other

No Response
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How much waste do you believe exists
in the litigation defense area?

10%

28%

28%

10%

24%

0%

<10%
10 - 20%
20 - 50%
More than 50%
No Response

Procedures governing receipt and handling 
of new litigation is:

0%

24%

52%

10%

14% No procedures

Allows for defaults

Just right

Overly Strict

No Response
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What percent of your time is spent in 

attending pre-trial mediations?

81%

14%

0%

0%

5%
<10%
10 - 20%
20 - 50%
More than 50%
No Response
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CLAIMS TECHNICAL:  VENDOR ASSISTANCE 
 
 

Rate the overall quality of the vendor services you receive:

14%

62%

24%

0%

0%
0%

Poor
Fair
Acceptable
Better than average
Excellent

Do you refrain from assigning services 
because of the time it takes you?

86%

14%

0%

0%

Never

Rarely

Often

Always
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CLAIMS TECHNICAL:  DISPOSITION 

 

 

Do you or your supervisor monitor your closing ratio?

66%

29%

5%

0%

Never

Rarely

I always know my closing
ratio

Know it and develop
action plans to improve it

Claim files have a clear plan of action that is followed:

62%

10%

14%

14%

Never

Rarely

Often

Always
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How satisfied are you with the results
you achieve for ORM on your cases?

14%

48%
38%

0%

No satisfaction

Somewhat satisfied

Satisfied

Highly satisfied
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SYSTEMS AND SUPPORT 
 
 

How user-friendly is the Corporate Systems program?

53%

19%

14%

14%

Very to difficult to use

 Somewhat difficult

Average difficulty

User-friendly

How satisfied are you with the overall Corporate Systems' support?

76%

24%

0%

0%

Totally unsatisfied

Somewhat satisfied

Satisfied

Very satisfied
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Rate your system's average response time: (speed; downtime; etc.)

52%

24%

24%

0%

Very slow
Needs improvement
Acceptable
Very fast

How accessible is information you
need to get your job done professionally?

52%
38%

10%0%

Extremely inaccessible

Moderate difficulty getting
information

Information is generally
available

I have all the information I
need
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How many minutes per day do you personally 
spend making photocopies?

19%

52% 24%

5%

0%

0%

0%

None
<15
16 - 30
1 hour
2 hours
3 hours
>3 hours

Consider the need for clerical support within your operating area:

0%

100%

0%

0%

No support available

Some but less than needed

Adequate

Excessive
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Bill review and repricing services are:

5%

24%

10%

0%

61%

Major problem

Somewhat a problem

Acceptable

Excellent

No Response


